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DC SUPPORT LINK

Connections to Support and Services

FREQUENTLY ASKED QUESTIONS

A

DC SUPPORT LINK

What is DC Support Link?

DC Support Link (also known as No Wrong Door) is a
coordinated system designed to support people in the
District of Columbia in need of Long-Term Services and
Supports (LTSS) to live successfully in the community.

People in need of LTSS who may require support from more
than one agency often begin the intake process by having
to retell their experiences repeatedly. With DC Support
Link, regardless of where an individual starts, DC Support
Link partners can help them understand their options,
support them in their decision-making process, and help
them access services quickly by only telling their story
once. The information received from DC Support Link and
its partners will enable people with disabilities, older adults,
and their families/caregivers to make informed choices
regarding the LTSS they prefer and need in order to live
with dignity and be fully included in their communities.

DC Support Link is funded by the Administration for
Community Living (ACL), Centers for Medicare and
Medicaid Services (CMS), and the Veterans Health
Administration (VHA).

Who are DC Support Link Partners?

Department of Behavioral Health
Department on Disability Services
Department of Healthcare Finance
Department of Human Services
DC Office on Aging

Mayor’s Office on Veterans Affairs

The goal is to continue to expand DC Support Link Partners
to include child and youth serving agencies, hospitals,
providers, primary care, managed care organizations,
and more.

What are the benefits of DC Support Link?

DC Support Link helps individuals to access long-term
services and supports in a way that is person/family
centered, culturally and linguistically competent, and
without having to retell their story over and over again.
DC Support Link can help people understand all of their
options and provide decision-making support related to
those options.

For caregivers and family members: DC Support Link
can take the mystery out of where to turn for help when
trying to find support for a loved one, who is growing older
and/or has a disability, or has long-term health issue. DC
Support Link can also help coordinate and track referrals
so that families and the individuals they are supporting do
not fall through the cracks when being served by multiple
providers. DC Support Link is a safe environment for
individuals to share information (with consent) so that
services can be more easily coordinated.

For staff, managers, and directors of partner agencies:
DC Support Link can save time and money by decreasing
or even eliminating duplicative administrative processes
and documentation.

It can also help staff better track what is happening with
an individual over time, across providers.

For communities: DC Support Link enhances knowledge
and information about community and District government
partners and add collaborative efforts.

What changes will DC Support Link initiate?

e Information is coordinated between key agencies
so that service-users are not repeatedly required to
“retell their story.”

e There is better monitoring and tracking of service
user progress between District agencies.

e  Thereis recognition that people should be supported
to self-direct their LTSS.

e Better collaborations, coordination and referral
pathways will improve service user experience.

e DC Support Link is improving partnerships and
collaboration between District agencies.

Who manages DC Support Link?

In the District of Columbia DC Support Link is led

by a Strategic Leadership Team that includes the
Department on Disability Services/Developmental
Disabilities Administration, DC Office on Aging,
Department of Health Care Finance, Department of
Behavioral Health, the Department of Human Services
and the Mayor’s Office of Veterans Affairs.






Department of Human Services

The mission of the
D.C. Department

of Human Services
Is to empower every
District resident

to reach their

full potential by
providing meaningful
connections to
work opportunities,
economic assistance

and supportive
services.

Administrations within the D.C. Department of Human
Services include The Economic Security Administration
(ESA) and The Family Services Administration (FSA).

The Economic Security Administration (ESA) (formerly
known as IMA) determines eligibility for benefits under
the following programs:

e Temporary Cash Assistance for Needy Families
(TANF),

e Medical Assistance,

e Supplemental Nutrition Assistance Program (SNAP)
(formerly Food Stamps),

e Child Care Subsidy, Burial Assistance,
Interim Disability Assistance,

¢ Parent and Adolescent Support Services (PASS) and
¢ Refugee Cash Assistance

In addition, ESA’s Food Stamp Employment and
Training Program (FSET) provides employment
and training services to able-bodied adults without
dependents who receive food stamps. ESA also
performs monitoring, quality control and reporting
functions required by federal law and court orders.

The Family Services Administration (FSA) provides
protection, intervention and social services to meet the
needs of vulnerable adults and families to help reduce
risk and promote self-sufficiency.

OFFICE HOURS

Monday to Friday,
8:15 am to 4:45 pm

CONNECT WITH US

64 New York Avenue, NE, 6th Floor,
Washington, DC 20002

Phone: (202) 671-4200

Fax: (202) 671-4326

TTY: 711

Email: dhs@dc.gov






The Department of Behavioral Health

The mission of DBH is
to develop, manage
and oversee a public
behavioral health
system for adults,
children and youth
and their families

that is consumer
driven, community
based, culturally
competent and
supports prevention,
resiliency and recovery
and the overall
well-being of the
District of Columbia.

The Department of Behavioral Health provides
prevention, intervention and treatment services and
supports for children,

youth and adults with mental and/or substance use
disorders including emergency psychiatric care and
community-based outpatient and residential services.

DBH serves eligible adults, children and youth and
their families through a network of community based
providers and unique government delivered services. It
operates Saint Elizabeths

Hospital—the District’s inpatient psychiatric facility.

The Department of Behavioral Health (DBH) embraces
these values:

Respect. All persons who come in contact with the
public behavioral health care system are treated with
dignity and valued for their abilities and contributions.

Accountability. DBH is responsible to consumers and
family members for support and unobstructed access
to services. The agency encourages all interested
parties to participate in the planning, development,
implementation and monitoring of treatment, services,
and policy.

Recovery. DBH services are provided based on
the belief that people can recover from mental and
substance use disorders.

Quality. The system is responsive, cost-effective, and
incorporates high standards, best practices, cultural
sensitivity and consumer satisfaction. Service providers
are committed to professional integrity, objectivity,
fairness and ethical business practices.

Education. DBH improves the service delivery
system by sharing information among consumers,
family members, providers and the public promoting
prevention, wellness, and recovery, reducing stigma,
recognizing the needs of others for information, and
communicating in an open and candid manner.

Caring. DBH encourages genuine partnerships among
consumers and clients, family members, providers, and
others that foster an unconditional positive regard for
the concerns of those who seek and receive services.

The Family Services Administration (FSA) provides
protection, intervention and social services to meet the
needs of vulnerable adults and families to help reduce
risk and promote self-sufficiency

OFFICE HOURS

Monday to Friday,
8:15 am to 5:00 pm,
except District holidays

CONNECT WITH US

64 New York Avenue, NE, 3rd Floor,
Washington, DC 20002

Phone: (202) 673-2200

Fax: (202) 673-3433

TTY: (202) 673-7500

Email: dbh@dc.gov






The Department of Health Care Finance

The mission of the
Department of
Health Care Finance
Is to Improve

health outcomes

by providing access
to comprehensive,
cost-effective and
quality healthcare
services for

residents of the
District of Columbia.

The Department of Health Care Finance (DHCF),
formerly the Medical Assistance Administration under
the Department of Health, is the District of Columbia’s
state Medicaid agency.

In addition to the Medicaid program, DHCF also
administers insurance programs for immigrant children,
the State Child Health Insurance Program (S-CHIP or
CHIP) and Medical Charities (a locally funded program).

District of Columbia Medicaid is a joint federal-state
health insurance program that provides health care
coverage to low-income and/or disabled individuals
and families. Medicaid covers many services, including
doctor visits, hospital care, prescriptions, mental health
services, transportation and many other services. To be
eligible for the Medicaid in the District, applicants must
be residents of the District and must meet non-financial
and financial eligibility requirements. Currently, 1 out of
every 3 District residents receives quality health care
through the Medicaid program. To find out more about
how to qualify for the DC Medicaid program connect
with us.

OFFICE HOURS

Monday to Friday,
8:15 am to 4:45 pm

CONNECT WITH US

441 4th Street, NW, 900S,
Washington, DC 20002
Phone: (202) 442-5988
Fax: (202) 442-4790

TTY: 711

Email: dhcf@dc.gov






The District of Columbia Office on Aging

The mission of the
District of Columbia
Office on Aging (DCOA)
is to advocate, plan,
implement, and
monitor programs in
health, education and
social services which
promote longevity,
independence, dignity,
and choice for older
District residents (age
60 plus), people with
disabilities (age 18 to 59)
and their caregivers.

The Office on Aging is the District of Columbia’s
Agency on Aging that oversees direct services to
persons 60 and older through a Senior Service
Network. Within the Senior Service Network are eight
community-based agencies, funded by the Office on

Aging, to provide health, education and social services.

In order to use DCOA’S services, seniors are required
to become registered participants through the DC
Aging and Disability Resource Center in their Ward.

In-house, the Office on Aging operates one direct
services program: ADRC Information and Assistance
Unit (request). DCOA also operates (with support from
the Department of Health Care Finance) the DC Aging
and Disability Resource Center (ADRC), a one-stop
resource for long-term care information, benefits and
assistance for residents age 60 and older and people
with disabilities age 18 and older.

Additional services provided through the community
agencies include:

e Adult Day Care

e Adult Education

e Emergency Shelter

¢ Health Insurance Counseling

¢ In-Home Relief

e | egal Services

® Transportation

OFFICE HOURS

Monday to Friday,
8:30 am to 5:00 pm

CONNECT WITH US

500 K Street, NE,
Washington, DC 20002
Phone: (202) 724-5626
Fax: (202) 724-2008
TTY: 711

Email: dcoa@dc.gov






The Developmental Disabilities Administration

. . The Developmental Disabilities Administration (DDA) OFFICE HOURS
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supports, and a robust quality management program.

The DDA ensures that residents with intellectual
disabilities receive the services and supports they
need to lead self-determined and valued lives in the
community. DDA delivers:

e Qutreach and service coordination services

e Development and management of a provider
network delivering community residential, day,
vocational, employment and individual and
family support services; and

e Operation of a comprehensive quality
management program






The Developmental Disabilities Administration

The mission of the
Developmental
Disabilities
Administration (DDA)
is transforming

lives by providing
support and fostering
partnerships that
empower people

to live the lives

they want.

The Developmental Disabilities Administration (DDA)
ensures that residents with intellectual disabilities
receive the services and supports they need to

lead self-determined and valued lives in the
community. DDA achieves this through the delivery
of outreach and service coordination services; the
development and management of a provider network
delivering community residential, day, vocational,
employment and individual and family support
services; and the operation of a comprehensive
quality management program.

DDA supports individuals with intellectual disabilities to
have the most independence and choice and control
over their own lives through person-centered service
planning and delivery and increased provider capacity.
DDA coordinates home and community services for
over 2,000 individuals so each person can live and
work in the neighborhood of his or her choosing, and
promotes health, wellness and a high quality of life
through service coordination and monitoring, clinical
supports, and a robust quality management program.

The DDA ensures that residents with intellectual
disabilities receive the services and supports they
need to lead self-determined and valued lives in the
community. DDA delivers:

e Qutreach and service coordination services

e Development and management of a provider
network delivering community residential, day,
vocational, employment and individual and
family support services; and

e Operation of a comprehensive quality
management program

OFFICE HOURS

Monday to Friday,
8:30 am to 5:00 pm

CONNECT WITH US
1125 15th Street, NW,
Washington, DC 20005
Phone: (202) 720-1700






Department on Disability Services

The mission of the
Department on
Disability Services
(DDS) is to provide
innovative high quality
services that enable
people with disabilities
to lead meaningful
and productive lives
as vital members of
their families, schools,
workplaces and
communities in every
neighborhood in the
District of Columbia.

The Department on Disability Services (DDS)

provides the residents of the District of Columbia with
information, oversight and coordination of services

for people with disabilities and those who support
them, such as service providers and employers. DDS
supports the District’s Disability Determination Division
where Social Security Disability Insurance claims
determinations are processed.

Two Administrations oversee and coordinate services
for residents with disabilities through a network of
private and non-profit providers:

e The Developmental Disabilities Administration (DDA)
¢ Rehabilitation Services Administration (RSA)

The DDA ensures that residents with intellectual
disabilities receive the services and supports they
need to lead self-determined and valued lives in the
community. DDA delivers:

e Qutreach and service coordination services;

e Development and management of a provider network
delivering community residential, day, vocational,
employment and individual and family support
services; and

e Operation of a comprehensive quality
management program.

The RSA focuses on employment, ensuring that
persons with disabilities achieve a greater quality
of life by obtaining and sustaining employment,
economic self-sufficiency and independence. RSA
achieves this through:

* Employment marketing and placement services,
¢ \/ocational rehabilitation,

e |nclusive business enterprises and

e Support of the DC Center for Independent Living.

OFFICE HOURS

Monday to Friday,
8:15 am to 4:45 pm

CONNECT WITH US

250 E Street, SW,
Washington, DC 20024
Phone: (202) 730-1700
Fax: (202) 730-1843
TTY: (202) 730-1516
Email: dds@dc.gov






Mayor’s Office of Veterans Affairs

The mission of the
District of Columbia
Office of Veterans
Affairs (OVA) is

to recognize and
assist District of
Columbia veterans
and their families.
OVA is enhancing its
services by building
upon established
partnerships and
creating new ones.

The Office of Veterans Affairs was created as an
entity under the Executive Office of the Mayor in
October 2001. The office was established to provide
veteran benefits, assistance, information, outreach,
effective advocacy, claims processing assistance and
service provider coordination to veterans and their
families so that they can access their entitled
resources and benefits. The office also develops,
coordinates and attends veteran commemorative
events that recognize the military service and
sacrifice of District of Columbia veterans.

Additional services provided through the community
agencies include:

¢ Claims Assistance

¢ One-on-One Resume Writing Assistance

e Request Copies of Military Personnel Records
e Survey: Mayor Office of Beterans Affairs

e \leteran Voters

¢ \leterans Affairs Newsletter

e \/oting Assistance for Military Voters

OFFICE HOURS

Monday to Friday,
9:00 am to 5:00 pm

CONNECT WITH US

441 4th Street, NW, Suite 870
North, Washington, DC 20001
Phone: (202) 724-5454

Fax: (202) 724-7117

TTY: 711

Email: ova@dc.gov
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DISTRICT OF COLUMBIA
NO WRONG DOOR INITIATIVE

The District envisions a coordinated “No Wrong Door” System across partner agencies, which is
person/family centered and cultural and linguistic competent, that will support people in need of Long-
Term Services and Supports (LTSS), regardless of where they enter the service system.

August 2017 - Vol. 1, Issue 4

The front door experience in accessing long-term services and supports

(LTSS) begins with the first encounter between agency staff and a
person seeking LTSS. This issue of the newsletter focuses on the
District’'s NWD partnering agencies' collaboration to reach a shared
understanding and examine ways to embed cultural and linguistic
competence to enhance the “front door” to accessing LTSS. The
newsletter also highlights the first-ever DC Interagency Summit focused
on enhancing the front door experience for District residents in need of
LTSS and their families. The agencies involved are the Department on
Disability Services, DC Office on Aging, Department of Behavioral

Health, Department of Human Services and the Department of Health
Care Finance.

In This August Newsletter:

e Cultural and Linguistic Competence: Collective Action and
Impact

A Journey to define Cultural and Linguistic Competence for a

No Wrong Door System

District of Columbia Accepted in National Community of

Practice on Cultural and Linguistic Competence

2017 DC Front Door Summit: Enhancing the Front Door
Experience through Connections and Collaborations

Did You Know?

No Wrong Door Project
Management Team

Program Director
Erin Leveton

Grant Administrator
Rebecca Salon

Program Manager
Mark Agosto

Business Analyst
Robin Barnes

Lead Intake & Resource
Portal
Donald Clark

Lead Cultural/Linguistic
Competency & Outreach
Vivian Guerra

Lead Person/Family-Centered
Practices

Emily Price
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Cultural and Linguistic Competence: Collective Action and Impact

A critical part of embedding cultural and linguistic competence
within a No Wrong Door (NWD) system involves partnerships

and collective action to carry out this very important

work. Through the DC NWD initiative, partner agencies formed
a working group that meets monthly to learn, reflect, and apply
cultural and linguistic competent practices within our NWD
system. Since day one, the District’s health and human

services NWD agency partners (i.e., Department on Disability
Services, Department of Behavioral Health, Department of

Human Services, DC Office on Aging, and the Department of

Healthcare Finance) coalesced around the vision to advance

and sustain cultural and linguistic competence (CLC). We began by assessing the “front door” to long-term
services and supports. Additional key partners include Georgetown University’s nationally-recognized National
Center for Cultural Competence (NCCC). NCCC helps guide our transformation into systems with increase

cultural and linguistic competence. In addition, many others have joined in this effort, including the DC
Developmental Disabilities Council, DC Department of Parks and Recreation, DC Language Access Program,

Mayor’s Office of Veterans Affairs, DC Interagency Council on Homelessness, to name a few. Together, we

have formalized a shared definition for cultural and linguistic competence that reflects values, beliefs and
attitudes in reaching cultural and linguistic competence. (Refer to the article on the shared CLC definition.) As
we continue to move this work forward, the District's No Wrong Door system envisions having cultural and
linguistic competence embedded in policies, structures, and practices. Partnerships and collective action will
continue to be key helping guide the vision for a more culturally and linguistically competent service and support
system in the District — starting at the “front door.”

For more information, please contact Vivian Guerra, NWD Program Development Specialist at
vivian.guerra2@dc.gov.
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A Journey to define Cultural and Linguistic Competence for a No
Wrong Door System

S — What is cultural competence? What is linguistic

competence? How do you define culture? Is being linguistically
competent providing translation and interpretation services? Is
culture limited to race and ethnicity? What are our shared beliefs
and values in becoming more culturally and linguistically
competent at the “front door” to long-term services and
supports? These are a few of many questions reflected and
shared amongst the District’'s No Wrong Door (NWD)
subcommittee on Cultural and Linguistic Competence (refer to
article above). One of the first steps in diving into this work is to
recognize that cultural and linguistic competence is a developmental process that evolves over an extended
period of time — and that both individuals and organizations are at various levels of awareness, knowledge, and
skills along the cultural/linguistic competence continuum. With technical assistance provided from Georgetown
University’s National Center for Cultural Competence, the subcommittee agreed that a shared definition of

cultural competence and linguistic competence was necessary on which there is consensus. Much of the
foundational work of the subcommittee consisted of developing a definition for cultural and linguistic competence

to be shared across agency NWD partners (visit NWD website). Now that there is consensus, the subcommittee
is utilizing the shared definition to begin a review of their agency’s policies, structures, and practices, looking for
opportunities to embed principles and practices of cultural and linguistic competence. The subcommittee is also
currently working on developing cultural and linguistic competency reference tools to inform and support the
agencies in reframing its cultural and linguistic competency work for a No Wrong Door system.

For more information, please contact Vivian Guerra, NWD Program Development Specialist at
vivian.guerra2@dc.gov.

District of Columbia Accepted in National Community of Practice on
Cultural and Linguistic Competence

The District of Columbia applied for and was accepted in a National Community of Practice (CoP) on Cultural and

Linguistic Competence (CLC). This CoP is a project of Georgetown University’s National Center for Cultural

Competence (NCCC). NCCC received a five-year grant from the Administration on Intellectual and

Developmental Disabilities (AIDD) to create and implement a multifaceted CLC CoP designed to (a) facilitate

peer exchange, share information, provide technical assistance, and leverage resources to increase diversity and
advance cultural and linguistic competence in state/territorial systems and (b) foster leadership for system
transformation.

The Department on Disability Services (DDS) applied on behalf of the District. The District was one of 10 states
(AZ, CA, CO, DC, IN, MI, NY, UT, VT, WI) to be selected to participate. Our DC team partners includes:
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DC Developmental Disabilities Council

Georgetown University Center for Excellence in
Developmental Disabilities (UCEDD)

Disability Rights DC at University Legal Services
DC Department of Behavioral Health

DC Department on Disability Services (Developmental
Disabilities Administration and Rehabilitation Services
Administration)

DC No Wrong Door Initiative

Project ACTION!

DC Department of Human Services

DC Office on Aging

DC Department of Human Services

DC Department of Parks and Recreation

This initiative builds upon the various District partnerships and enhances the work of our active No Wrong Door
interagency CLC subcommittee. On July 31 and August 1, the DC team patrticipated in a two-day meeting with
the nine other project states to plan cross-agency transformation activities that will lead to increased cultural and
linguistic competence in the District’s systems and services. The No Wrong Door staff will provide updates as our
work as a Community of Practice progresses.

For more information, please contact Vivian Guerra, NWD Program Development Specialist
at vivian.guerra2@dc.gov.

2017 DC Front Door Summit: Enhancing the Front Door Experience
through Connections and Collaborations

The DC No Wrong Door Initiative is hosting an interagency summit

ign nhance the "Front Door" experience for Distri A
des.g edtoe al cet.e.z .o t Door" experience 0. strict DC SUPPORT L)INIK\)
residents and their families in need of long-term services and e mm———
supports (LTSS).

SAVE THE DATE!

Enhancing the Front Door E: i C and Collab

Intake staff, agency front desk staff, public information officers, and

other District employees who are the first point of contact for

residents seeking LTSS are invited to attend this event to: ' FC———
GALLAUDET UNIVERSITY

e Discuss approaches to improving customer service with

each other and with people in need of services
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Increase knowledge of the services and supports available from other District government agencies and
community organizations

Learn about DC Support Link (also known as No Wrong Door) and the new Resource Portal
Provide input regarding strategies for improving the customer experience at the Front Door
Create networks for ongoing collaboration

Participating agencies include the Department on Disability Services, the DC Office on Aging, the Department of
Behavioral Health, the Department of Human Services, and the Department of Health Care Finance.

Topics and Facilitators

Cultural & Linguistic Competence: It All Starts at the Front Desk
Tawara Goode and Dr. Vivian Jackson, Georgetown University National Center for Cultural Competence

Charting the Life Course: Reframing the Front Door for ALL
Dr. Michelle Reynolds, University of Missouri-Kansas City Institute for Human Development

DC Support Link: Resource Portal and Internal Marketing Strategies
Seaberry Design and Communications and Trilogy Integrated Services

Agency Speed Dating and Manager Breakout Sessions: Making Connections between Partner Agencies

For more information, please contact Mark Agosto, No Wrong Door Project Manager at mark.agosto@dc.gov.

Did You Know?

Inclusion and diversity are supported by law under the Equal Pay Act of 1963, Civil Rights Act of 1964,
Age Discrimination Act of 1967 and Americans with Disabilities Act of 1990.

According to the 2016 DC Office of Human Rights/Language Access Program’s Annual Compliance
Review Report, 17% or 103,316 of District residents over the age of 5 speak a language other than
English at home.

Visit the No Wrong Door website for more information: http:/dds.dc.gov/page/no-wrong-door
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CULTURAL AND LINGUISTIC
COMPETENCY AND
PERSON-CENTERED

THINKING

Cultural and Linguistic Competency
(CLC) Statement

Cultural and linguistic competence
requires that organizations have

a clearly defined, congruent set

of values and principles, and
demonstrate behaviors, attitudes,
policies, structures, and practices
that enable them to work effectively
cross-culturally. (adapted from Cross,
Bazron, Dennis & Isaacs, 1989)

Person-Centered Thinking (PCT)
Statement

DC Support Link encourages
employees at the front door of
services to practice person-centered
thinking with people and their circles
of support in order to establish a
foundation of trust, accountability,
and understanding.






Person-Centered Thinking is

a philosophy and skill set that
can be developed by anyone,
through practice, to facilitate
conversations that support and
discover what is important to
and for a person.

Person Centered Counseling refers to
an interactive process wherein people
receive guidance in making informed
choices about eligibility based and
non-eligibility based LTSS options. This
process is directed by the person seeking
supports or services, and may include
others the person chooses and mandated
representatives, examples are family
members, friends, service coordinators or
court appointed attorneys. Essential parts
of person-centered counseling include:

e Discovery Conversations

* Decision Support Process

¢ Shared Action Planning (Developing a
Person-Centered Service Plan)

e Quality Assurance/Monitoring Service
Delivery
Follow-up and Transition/Discharge
Planning

Discovery Conversation is a strengths-
based conversation facilitated by system
process experts (e.g. front desk, intake,
and outreach staff) with a focus on the
person seeking LTSS as the content
expert. The purpose of this conversation(s)
is to learn about the person’s unique
values, interests, abilities, preferences,
concerns, and supports needed. This
leads to exploring support options and
action planning. Variables within this
conversation may be:

* The person seeking LTSS may choose
to have a representative from his/
her family, community, and/or legal
representative assist (focus must
remain on person)

e This conversation may occur once or
over a series of interactions

e Person and Family Centered tools/
templates may assist in facilitation but
are not mandatory

Supported Decision Making is a step
before action planning to ensure that the
person seeking support and services is
provided the opportunity by a long-term
service and support professional to gain
knowledge of resources available to them
for current and future supports. Purpose is
to ensure that people seeking LTSS have
opportunities to make informed decisions
regarding what they determine is best for
service selection and delivery. Supported
Decision Making is to include:

e Assistance with evaluating various
resources/services available

e |dentification of non-eligibility based
supports such as community and
private options

e Clear policies and procedures in place
per organization to refrain from staff
bias and remain free of conflicts of
interest

Person-Centered Service Plan (PSCP)
refers to an action plan required for home
and community based eligibility based
services that outlines goals, essential
objectives, incremental action steps,
timelines, responsible parties, and a

plan for follow up/discharge for a person
seeking LTSS. The plan is:





* Directed and developed by the person
seeking LTSS and designated support
team

* Reviewed and provided to person
seeking LTSS—often a signature line is
included as with |IEPs and ISPs as proof
of review with person

* Reviewed and provided to enlisted
service delivery staff and natural
supports (with consent from person)

* Amended or extended promptly and
as determined by person supported

Integration of CLC and PCT practices in
the intake processes

The goal of the DC Support Link intake
process is to braid together CLC and PCT
to recognize a person and their family and
community’s cultural and life experiences,
linguistic needs, and best support for
achieving the life they envision.

Benefits of Cultural and Linguistic
Competency

e Engage diverse communities and
disseminate information in a culturally
and linguistically appropriate manner

* Promote connections that are based
on mutual respect and understanding
of the culture, laws and customs of a
population. Learn about their culture
in order to be able to provide the
services and supports needed

e Better understand underlying
disparities in access to services for
under-served populations

e Strengthen valuing diversity

o Effectively addressing the needs
and preferences of culturally and
linguistically diverse groups

* Develop partnerships that meaningfully
involve individuals/families and key
community stakeholders

* Improve a person’s access to and
utilization of services and supports

* Increase person/family satisfaction with
services received

Benefits of Person-Centered Thinking

* Respects professional expertise of staff
while keeping the person and family at
the center of decision making

e Guides exploration of community-
based supports—including technology!

e Universally promotes warm linkages/

referrals

Helps support rather than fix people

and families seeking information or

services

*  Works for all people of all ages

* Promotes self-care and empathy

e Encourages a culture of learning,
partnership, and accountability

e Offers tools for rights and ability-based
advocacy

How PCT and CLC bring our agency
partners together for a common intake
process

e Strengthening partnerships with shared
practices at front door of services

e Seeking understanding of support
needs to make meaningful linkages

* Improving communication and trust
among partners and individuals/
families

* Warm and informed hand offs between
agencies

e Consistent practices shared among
partners

* Improved information sharing
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CONCEPTUAL FRAMEWORK AND DEFINITION!

Cultural and linguistic competence (CLC) is a process that evolves over an extended
period. The CLC conceptual framework and definition is based on knowledge, skills,
and attitudes. The CLC conceptual framework and definition requires underlying
structural components that are critical to both cultural competence and linguistic
competence — which are policies, protocols, structures, practices, and procedures.

CULTURAL COMPETENCE:

Cultural competence is the ability of District agencies and personnel that provide support
and services to:

Deliver such services respectfully and effectively, in a manner that affirms worth, preserves
dignity, and honors the preferences and choices of people of all cultures and human identities.
Services are provided in accordance to the DC Human Rights Act?, which makes discrimination
illegal based on 19 protected traits for people that live, visit, or work in the District of
Columbia;

Incorporate a person’s cultural values, beliefs, economic status and practices including
sensitivity to the environment from which the person comes and to which the person may
ultimately return in all aspects of service delivery;

Foster positive relationships with diverse cultural groups; and

Communicate in the person'’s language or mode of communication.

LINGUISTIC COMPETENCE:

Linguistic competence is the ability of District agencies and personnel that provide support
and services to:

Communicate in a manner that is easily understood by diverse groups, including but not
exclusive to persons who have low literacy skills or are not literate, persons with disabilities as
in accordance to the American with Disabilities Act of 19903, persons who are blind or have
low vision, those who are deaf or hard of hearing, and persons who have limited and non-
English proficiency as in accordance to the DC Language Access Act of 20044;

Make materials available in the person’s preferred language in multiple formats and platform;
Convey information in plain language, in a variety of communication modalities

(e.g., videos, symbols, large print), and be responsive to diverse cultural health beliefs and
health literacy5; and

Recognize that a person’s preferred language reflects cultural values, traditions, and meanings
and is connected with a person’s world view and community.

' Adapted with permission from Georgetown University National Center for Cultural Competence: https://nccc.georgetown.edu/
foundations/frameworks.html

2DC Office of Human Rights: https://ohr.dc.gov/protectedtraits (19 protected traits - race, color, religion, national origin, sex, age,
marital status, personal appearance, sexual orientation, gender identity or expression, family responsibilities, political affiliation,
disability, matriculation, familial status, genetic information, source of income, place of residence or business, status as a victim of
an intrafamily offense)
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DC Support Link: Connections to Supports and Services
(also known as No Wrong Door)

Vision

The District envisions a coordinated “No Wrong Door” system, which is person/family-centered and linguistically and culturally competent that
provides easier access to people with disabilities, older adults, and their families who are in need of Long-Term Services and Supports
(government and community-based), regardless of the point of entry into the system.

The District envisions a coordinated
“No Wrong Door” system,
which is person/family-centered and
linguistically and culturally competent that

provides easier access to people with disabilities,
older adults, and their families who are in need of
Long-Term Services and Supports
(government and community-based),
regardless of the point of entry
into the system.

Guiding Principles

Focusing on ALL: Focusing on all individuals to access long-term services and supports (LTSS) in a way that is person/family centered,
culturally and linguistically competent to make informed choices regarding LTSS they prefer and need in order to live with dignity and be fully
included in their communities.

Person and Family Centered: Practices that foster self-determination, person-centered interactions that are culturally and linguistically
competent and reflects the strengths and diversity of the person in need of LTSS.

Life Trajectory: Enhancing life experiences and choices throughout at all stages of a person’s life.

Quality of Life: Focusing on all aspects of a person to enhance their vision of a good life.

Support Strategies: People in need of LTSS are supported to problem solve, plan, navigate and access integrated services and supports.

Integrated Supports: Connections to integrated services and supports that integrate personal strengths and assets with technology,
relationships, community resources and government services.

Policy and Systems Change: Align process, policy and administrative structures that support the implementation and quality assurance of

person/family-centered approaches and culturally and linguistic competent practices at all levels of system.

Structures, Practice, and Policy Change

* Multi-System Governance Leadership and Structure that works within and across systems to collectively promote on-going
enhancement and sustainability within policies, procedures and practices across systems (joint leadership, financial investment,
embed innovations in system, sustainability)

* Person and Family-Centered Practices that recognize person within the context of their family and their community
(common language for engaging, universal practices and tools for assessing, planning and problem-solving for integrated supports)

* Administrative Structures Enhanced to Streamline Access to LTSS (cross training, streamlining intake, clinical case management
system)

* Outreach and Engagement that is responsive to the cultural and linguistic diversity, needs, and life stages of all community
members in DC (resource portal, engagement efforts)

Partners
* Department on Disability Services (Developmental Disabilities * Department of Behavioral Health (DBH)
Administration and Rehabilitation Services Administration) * DC Office on Aging (DCOA)
* Department of Human Services (DHS) *  Office of the Deputy Mayor on Health and Human Services
* Department of Health Care Finance (DHCF) (DMHHS)
* Mayor’s Office of Veterans Affairs (MOVA)

Developed by the UMKC Institute for Human Development in partnership with DC Support Link. September 2017
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People trying to access resources and their families
need accurate information to navigate systems of
support and make informed choices about their options
for long term supports and assistance with problem-

solving for the future and everyday life.

)lmbia No Wrong Door System Trajectory

\ _/

Seamless, cohesive, coordinated policies, processes
and requirements are needed throughout the LTSS
process, from screening, intake, needs assessments,

service planning, eligibility determination and beyond.

* Working in silos
e Losing sight of vision/mission

Governance

e Continue to build and strengthen
the NWD Leadership Council within
District government

e Establish system performance measures
across systems that measure
satisfaction.

¢ Monitor project impact to assess
progress, system growth and
enhancement, improved experiences.

PCT

e Create a Person-Centered Profile with
common information (reflect
preferences and needs)

e Develop cross-system guidelines and
protocols to facilitate and ensure
informed choice from available options

e Develop procedures, protocols, and
PCC and Planning Training across
public, private, and community systems,
person and family

Outreach

e Develop culturally and linguistically
competent internal and external
outreach strategies

o Establish clear expectations to ensure
the ongoing meaningful involvement of
key stakeholders

e Develop an accessible online LTSS
resource portal

e Develop targeted outreach plan to
facilitate transitions to the community,
youth service agencies, veterans.

Streamline Eligibility

¢ Develop standards and protocols to
continually assess consumer’s
experience

e Develop measurements and tracking
mechanisms to provide data on how
long it takes to complete the various
eligibility processes, requirements and
forms.

e Track the efficiency and effectiveness of
the eligibility determination processes

within and across agencies.

IMPLEMENTATION BARRIERS TO AVOID

¢ Not continuously assessing and

measuring

o Lack of ongoing and meaningful involvement

¢ Not involving stakeholders .
®oee,y, PP 'b

The Trajectory Worksheet is a template of the UMKC IHD, UCEDD, and was adapted by the DC Department on Disability Services.

VISION for a No Wrong Door System in DC

PERSON/FAMILY

Where people are respected to lead their
own lives, are viewed through strengths,
and receive supports needed to achieve
individually defined goals for their ideal life
that includes:

¢ Being independent

¢ Living well in the community

o Accessing integrated formal and
community based supports

e Making own decisions and having choices

¢ Having direction and control

e Having family, friends, and relationships

SYSTEM

To create a sustainable infrastrchure for a
No Wrong Door (NWD) System|in the

District of Columbia that:

¢ Enhances a person’s choice and control;
e Supports people to live with dignity in

their community;

o Results in 2 more person driven, efficient
and cost effective system of LongsTerm

Supports & Services (LTSS);

e Embeds cultural and linguistic competent

practices/protocols;
¢ Responsive throughout the lifespan;
o Explores linkages to supports to
relationships/family, community jand

technological supports and servjces prior
to or concurrent with discussions about

publicly funded LTSS.

PERSON/FAMILY

¢ Not engaged

e Isolated from the community, family,
and friends

e In crisis all the time

* No control or decision-making in
life

¢ Navigating a maze of bureaucracy

¢ Not empowered

e Dependency on the “system”

¢ Not validated

e Lack of opportunities

What We DON’T Want

SYSTEM
o Leadership not engaged
¢ Unsustainable system
o Lack of coordination
¢ Duplicative processes
e Fragmented processes

e Gaps in service, supports, community-based

resources
¢ Not fiscally responsible and efficient

o System driven — not person/family centered

¢ Unresponsive to cultural diversity and
language needs

e Not reaching underserved communities

¢ Not encompassing the lifespan

e Bureaucratic requirements at time of
vulnerability or crisis
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People trying to access resources and their families
need accurate information to navigate systems of
support and make informed choices about their options
for long term supports and assistance with problem-

solving for the future and everyday life.

\ J

Seamless, cohesive, coordinated policies, processes
and requirements are needed throughout the LTSS
process, from screening, intake, needs assessments,

service planning, eligibility determination and beyond.

Governance

e Continue to build and strengthen
the NWD Leadership Council within
District government

e Establish system performance measures
across systems that measure
satisfaction.

e Monitor project impact to assess
progress, system growth and
enhancement, improved experiences.

PCT

e Create a Person-Centered Profile with
common information (reflect
preferences and needs)

e Develop cross-system guidelines and
protocols to facilitate and ensure
informed choice from available options

e Develop procedures, protocols, and
PCC and Planning Training across
public, private, and community systems,
person and family

Outreach

e Develop culturally and linguistically
competent internal and external
outreach strategies

e Establish clear expectations to ensure
the ongoing meaningful involvement of
key stakeholders

e Develop an accessible online LTSS
resource portal

e Develop targeted outreach plan to
facilitate transitions to the community,
youth service agencies, veterans.

Streamline Eligibility

e Develop standards and protocols to
continually assess consumer’s
experience

e Develop measurements and tracking
mechanisms to provide data on how
long it takes to complete the various
eligibility processes, requirements and
forms.

e Track the efficiency and effectiveness of
the eligibility determination processes

within and across agencies.

e Working in silos

e Losing sight of vision/mission

e Not continuously assessing and
measuring

IMPLEMENTATION BARRIERS TO AVOID

o Lack of ongoing and meaningful involvement

¢ Not involving stakeholders

Q0000

The Trajectory Worksheet is a template of the UMKC IHD, UCEDD, and was adapted by the DC Department on Disability Services.
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VISION for a No Wrong Door System in DC

PERSON/FAMILY

Where people are respected to lead their
own lives, are viewed through strengths,
and receive supports needed to achieve
individually defined goals for their ideal life
that includes:

e Being independent

e Living well in the community

o Accessing integrated formal and
community based supports

e Making own decisions and having choices

e Having direction and control

¢ Having family, friends, and relationships

SYSTEM

To create a sustainable infrastructure for a

No Wrong Door (NWD) System in the

District of Columbia that:

e Enhances a person’s choice and control;

o Supports people to live with dignity in
their community;

o Results in a more person driven, efficient
and cost effective system of Long-Term
Supports & Services (LTSS);

e Embeds cultural and linguistic competent
practices/protocols;

¢ Responsive throughout the lifespan;

¢ Explores linkages to supports to
relationships/family, community and
technological supports and services prior
to or concurrent with discussions about

publicly funded LTSS.

What We DON'T Want
f PERSON/FAMILY
¢ Not engaged

e Isolated from the community, family,
and friends

e In crisis all the time

¢ No control or decision-making in
life

¢ Navigating a maze of bureaucracy

e Not empowered

¢ Dependency on the “system”

o Not validated

e Lack of opportunities

SYSTEM

e Leadership not engaged

e Unsustainable system

e Lack of coordination

e Duplicative processes

e Fragmented processes

o Gaps in service, supports, community-based
resources

¢ Not fiscally responsible and efficient

e System driven — not person/family centered

e Unresponsive to cultural diversity and
language needs

¢ Not reaching underserved communities

e Not encompassing the lifespan

~

e Bureaucratic requirements at time of
vulnerability or crisis
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VISION for a No Wrong Door System in DC

DC SUPPORT CINK ) District of Columbia No Wrong Door System Trajectory

S \y PERSON/FAMILY SYSTEM
VVhere people are respected to lead their To create a sustainable infrastructure for a
own lives, are viewed through strengths, No Wrong Door (NWD) System in the
and receive supports needed to achieve District of Columbia that:
(_® Governance PCT individually defined goals for their ideal life e Enhances a Per‘son’s choice and control;
‘ ¢ Continue to build and strengthen ¢ Create a Person-Centered Profile with thac _mdl_'ldex ¢ Suplports peoRIe to live with dignity in
People trying to access resources and their families the NWD Leadership Council within common information (reflect ¢ B-tel-ng |ndeRendent _ their cqmmumty; _ .
need accurate information to navigate systems of District government preferences and needs) e Living well in the community ¢ Resultsina more person driven, efficient
support and make informed choices about their options e Establish system performance measures | e Develop cross-system guidelines and / ¢ Accessing integrated formal and and cost effectlv-e system of Long-Term
for long term supports and assistance with problem- across systems that measure protocols to facilitate and ensure community based supports Supports & Services (L_TSS)_; .
solving for the future and everyday life. satisfaction. informed choice from available options « Making own decisions and having choices ¢ Embe.ds cultural an(? linguistic competent
¢ Monitor project impact to assess ¢ Develop procedures, protocols, and . o practices/protocols;
; . * Having direction and control » Responsive throughout the lifespan;
\ ) progress, system growth and PCC and Planning Training across P g pan,
enhancement, improved experiences. public, private, and community systems, * Having family, friends, and relationships * Explores linkages to supports to
person and family relationships/family, community and
technological supports and services prior
to or concurrent with discussions about
publicly funded LTSS.
Outreach Streamline Eligibility
¢ Develop culturally and linguistically ¢ Develop standards and protocols to
Seamless, cohesive, coordinated policics, processes competent internal and external continually assess consumer’s
and requirements are needed throughout the LTSS outreach strategies experience
process, from screening, intake, needs assessments, e Establish clear expectations to ensure ¢ Develop measurements and tracking
service planning, eligibility determination and beyond. the ongoing meaningful involvement of mech_anisms to provide data on how
key stakeholders long it takes to complete the various
¢ Develop an accessible online LTSS eligibility processes, requirements and
resource portal forms.
¢ Develop targeted outreach plan to e Track the efficiency and effectiveness of
facilitate transitions to the community, the eligibility determination processes
youth service agencies, veterans. within and across agencies.

/ What We DON'T Want \

PERSON/FAMILY SYSTEM
¢ Not engaged ¢ Leadership not engaged
¢ |solated from the community, family, ¢ Unsustainable system
and friends ¢ Lack of coordination
¢ In crisis all the time ¢ Duplicative processes
IMPLEMENTATION BARRIERS TO AVOID « No control or decision-making in « Fragmented processes
* Working in silos e Lack of ongoing and meaningful involvement life e Gaps in service, supports, community-based
¢ Losing sight of vision/mission » Not involving stakeholders ve ¢ Navigating a maze of bureaucracy resources
¢ Not continuously assessing and teeeree, P ¢ Not empowered ¢ Not fiscally responsible and efficient
measuring ¢ Dependency on the “system” ¢ System driven — not person/family centered
¢ Not validated ¢ Unresponsive to cultural diversity and
¢ Lack of opportunities language needs
* Not reaching underserved communities
¢ Not encompassing the lifespan

¢ Bureaucratic requirements at time of
vulnerability or crisis
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The Trajectory Worksheet is a template of the UMKC IHD, UCEDD, and was adapted by the DC Department on Disability Services.






BE A DC
SUPPORT
LINK
DIFFERENCE





DC Support Link (also known as No Wrong Door)
is a coordinated approach to providing access to
District residents in need of long-term services
and supports (LTSS).

The success of DC Support Link depends on you
being a DC Support Link Difference Maker. Frontline
staffers like you transform lives with your person/
family centered approach and cultural/linguistic
responsiveness no matter what DC Support Link
partner agency you call home.

By opening new doors to DC residents in search of
LTSS, you connect people to services regardless
of where they first seek help, always ensuring they
live with dignity and independence.

How do you become a DC Support Link
Difference Maker?





LEARN

how DC Support Link works

DC Support Link has integrated person and family centered
practices into its intake processes for the six DC government
agencies serving older adults, people with mental health
diagnoses, and people with physical, sensory, intellectual
and developmental disabilities, regardless of age or income.

Access to LTSS in the District will be simplified by implementing
a single application process that is easy to use, available in
multiple languages and linked to the full range of LTSS across
agencies and programs.

To ensure everyone who is working in the system becomes
a DC Support Link Difference Maker, frontline workers
receive person/family-centered training that supports
cultural and linguistic diversity and promotes independence
and inclusion in the community, while helping to find
appropriate community-based services and public supports
for District residents.





TAKE

ownership of your service

Because DC Support Link is a fresh approach to providing
access to LTSS to DC residents, your experience is essential
in implementing this system to ensure it not only works but
also succeeds.

As a DC Support Link Difference Maker, you are encouraged
to take ownership of the program and use person-centered
approaches to fully engage our District residents in making
informed choices about their services and supports. By
learning more about the individuals and the families you
serve, you can make a difference daily.





EMPOWER

people to better choices

Through the use of person-centered approaches, DC Support
Link Difference Makers like you empower individuals and
families to make informed decisions about their LTSS options.

When you do more than present a list of services, you are able
to have conversations that are focused on what is possible
for individuals and families using a strengths-based approach.

By professionally and supportively doing your job in this way,
you immediately create a positive impact in the lives and
choices of people and families who may otherwise struggle
to find and access services in the District.





LOOK

to the future

By effectively cultivating success and lessening hurdles, and
by tailoring options to services and supports to each person
or family, you can enhance someone’s quality of life in big
and small ways.

District residents and their families must have the information
to plan, navigate, and connect to public, community-based
and private supports and services they need both now and
in the future.

To be consistently effective, DC Support Link Difference
Makers like you must fully adopt DC Support Link’s vision of
individualized supports and services to ensure that everyone
is given opportunities to decide their future.





BE

a DC Support Link Difference Maker

DC Support Link is designed to be a highly visible and trusted
system where people and their families get individualized
information and support on the full range of LTSS options
available from public and community sources.

By partnering with individuals and families, learning about
their values and preferences, and discussing integrated LTSS
options, you are a DC Support Link Difference Maker.





DC Support Link Difference Makers

CHECKLIST

Use person/family-centered approaches to engage
District residents in need of Long term services and
supports, regardless of a person’s eligibility or original
entry point into the system

Link people to community and public long-term services
and supports via the Resource Portal

Apply your knowledge, training and experience in serving
District residents using a strengths-based approach

Provide options and opportunities for accessing Long
term services and supports to promote a person’s
independence and inclusion in the community

Acknowledge and respond to individuals and families
language needs and cultural diversity

Encourage people to develop goals that reflect their
needs and preferences
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DISTRICT OF COLUMBIA
COMPREHENSIVE PLAN FOR THE NATIONAL CAPITAL: DISTRICT ELEMENTS
SECOND AMENDMENT CYCLE

DC NO WRONG DOOR AMENDMENTS

NEW POLICY: Improving Access to Long-Term Supports and Services for people with
disabilities, older adults, and their families (Lead Agencies: DDS, DHCF, DCOA, DHS, DBH)
Continue to develop a person/family-centered, linguistically and culturally responsive “no wrong
door” system across District agencies that can better support the needs of people with
disabilities, older adults, and their families by providing them with links to government and
community-based resources such as long-term services and supports, regardless of their point of
entry into the District’s service system.

NEW ACTION: Connecting District Residents to Resources (Lead Agencies: DDS, DHCF,
DCOA, DHS, DBH)

The District shall develop, deploy and maintain a digital resource portal that disseminates
resources on a cross-agency basis to better connect people with government and community-
based resources.

NEW ACTION: Improve Coordination and Service Delivery among District Agencies (Lead
Agencies: DHCF, DDA within DDS; DCOA)

Enhance cross-agency communications to support enhanced coordination and service delivery by
creating a unified cross-agency case management system.

NEW ACTION: Advance People/Family-Centered Practices (Lead agency: DDS; Support
Agencies: DCOA, DHCF, DBH)

The District shall develop Person-Centered Thinking training and other forms of outreach and
engagement for Long-Term Services and Supports agencies.

NEW ACTION: Advance Cultural and Linguistic Competency (Lead Agency: DDS; Supporting
Agencies: DBH, DHS, DCOA, DHCF)

Enhance and embed cultural and linguistic competence within and across District agency
policies, structures and practices.






DC SUPPORT LINK

DC SUPPORT LINK
CONNECTIONS TO
SERVICES AND SUPPORTS
(ALSO KNOWN AS NO
WRONG DOOR)

“Person-centered planning creates
a space of empowerment—a
level playing field—that allows
for consideration of personal
preferences as well as health and
safety needs, without unnecessarily
restricting freedoms.”
—Sharon Lewis, Former Commissioner,
Administration on Developmental

Disabilities and Principal Deputy
Administrator of ACL
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Long-Term Services and Supports

DC Support Link uses Person/
Family — Centered approaches and
Culturally/Linguistic competent
practices with people and their
families in need of long-term
services and supports that are
flexible and put the person seeking
assistance at the center of the
decision-making process.

DC Support Link is working with
key government agencies and
public programs to streamline LTSS
access and eligibility processes.

Department on Disability Services
Department of Health Care
Finance

Department of Behavioral Health
Department of Human Services
DC Office on Aging

Mayor’s Office of Veterans Affairs

DC Support Link is providing support
to public service staff so that they
are equipped with the knowledge

and skills needed to offer Person/
Family-Centered counseling,
guidance and planning support.

DC Support Link Benefits

DC Support Link is designed

to address the frustrations

many people and their families
experience when they need to
obtain information about and/or gain
access to LTSS.

DC Support Link raises visibility of
the full range of available options;
provides objective information,
advice, counseling and assistance;
empowers people to make informed
decisions about their LTSS; and
helps people access public and
community LTSS programs.

Through DC Support Link, people
receive unbiased and reliable
information and guidance,
regardless of where an individual
starts, so that they can choose their
preferred long-term services and
supports to live with dignity and be
fully included in their communities.
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DC SUPPORT LINK
FREQUENTLY ASKED
QUESTIONS

What is DC Support Link?

DC Support Link (also known as No Wrong Door) is a
coordinated system designed to support people in the
District of Columbia in need of Long-Term Supports and
Services (LTSS) to live successfully in the community.

People in need of LTSS who may require support from
more than one agency often begin the intake process by
having to retell their experiences repeatedly. With DC
Support Link, regardless of where an individual starts,
DC Support Link partners can help them understand
their options, support them in their decision-making
process, and help them access services quickly by only
telling their story once. The information received from
DC Support Link and its partners will enable people with
disabilities, older adults, and their families/caregivers

to make informed choices regarding the LTSS they
prefer and need in order to live with dignity and be fully
included in their communities.

DC Support Link is funded by the Administration for
Community Living (ACL), Centers for Medicare and
Medicaid Services (CMS), and the Veterans Health
Administration (VHA).

Who are DC Support Link Partners?
Department of Behavioral Health
Department on Disability Services
Department of Healthcare Finance
Department of Human Services

DC Office on Aging

Mayor’s Office of Veterans Affairs

The goal is to continue to expand DC Support Link
Partners to include child and youth serving agencies,
hospitals, providers, primary care, managed care
organizations, and more.

What are the benefits of DC Support Link?

DC Support Link helps individuals to access long-term
services and supports in a way that is person/family
centered, culturally and linguistically competent, and
without having to retell their story over and over again.
DC Support Link can help people understand all of their

options and provide decision-making support related to
those options.

For caregivers and family members: DC Support Link
can take the mystery out of where to turn for help when
trying to find support for a loved one, who is growing
older and/or has a disability, or has long-term health
issue. DC Support Link can also help coordinate and
track referrals so that families and the individuals they
are supporting do not fall through the cracks when
being served by multiple providers. DC Support Link is
a safe environment for individuals to share information
(with consent) so that services can be more easily
coordinated.

For staff, managers, and directors of partner agencies:
DC Support Link can save time and money by
decreasing or even eliminating duplicative administrative
processes and documentation.

It can also help staff better track what is happening with
an individual over time, across providers.

For communities: DC Support Link enhances knowledge
and information about community and District
government partners and add collaborative efforts.

What changes will DC Support Link initiate?

+ Information is coordinated between key agencies
so that service-users are not repeatedly required to
“retell their story.”

+  There is better monitoring and tracking of service
user progress between District agencies.

+  There is recognition that people should be
supported to self-direct their LTSS.

. Better collaborations, coordination and referral
pathways will improve service user experience.

+  DC Support Link is improving partnerships and
collaboration between District agencies.

Who manages DC Support Link?

In the District of Columbia DC Support Link is led by a
Strategic Leadership Team that includes the Department
on Disability Services/Developmental Disabilities
Administration, DC Office on Aging, Department of
Health Care Finance, Department of Behavioral Health,
the Department of Human Services and the Mayor’s
Office of Veterans Affairs.
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